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Auto (1998) 641 199 3,422 139 4,401
Auto (1999) 537 136 2,818 110 3,601 –18%

Homeowners (1998) 311 23 509 19 862
Homeowners (1999) 308 29 481 33 851 –1%

Individual Life (1998) 50 190 158 456 854
Individual Life (1999) 103 130 173 580 986 +15%

Individual Annuity (1998) 0 27 12 74 113
Individual Annuity (1999) 0 23 20 79 122 +8%

Individual A&H (1998) 199 55 629 178 1,061
Individual A&H (1999) 215 28 742 154 1,139 +7%

Group A&H (1998) 127 17 1,965 162 2,271
Group A&H (1999) 147 11 2,479 169 2,806 +23.5%

Group Credit A&H (1998) 4 1 69 30 104
Group Credit A&H (1999) 6 5 61 39 111 +7%

HMOs (1998) 40 1 1,056 29 1,126
HMOs (1999) 42 3 1,441 35 1,521 *+35%

*Includes 365 complaints against American Health Care Providers.  Excluding those complaints, the total
HMO complaints for 1999 drops to 1156, a change of +2.6 percent.

Coverage Underwriting
Marketing
and Sales

Claim
Handling

Policyholder
Service Total % Change
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HMO Complaints 1,521
Insurance Company Complaints 10,279
 11,800
Not Categorized 3,067
Totals 14,867

��������	
����%��������������

Auto 3,601 (24%)
Homeowners 851 (06%)
Individual Life 986 (07%)
Individual Accident & Health 1,139 (08%)
Group Accident & Health 2,806 (19%)
HMOs 1,521 (10%)
Group Credit Accident & Health 111 (01%)
Individual Annuity 122 (01%)
All Other Coverages 663 (01%)
Not Categorized 3,067 (20%)
Totals 14,867 (100%)

&�'�� ��
��
������������	


            Insurance Companies                                     HMOs

Claim Handling 7,162 (70%) 1,441 (95%)
Underwriting 1,434 (14%) 42 (02%)
Policyholder Service 1,293 (12%) 35 (02%)
Marketing and Sales 390 (04%) 3 (01%)
Totals 10,279 (100%) 1,521 (100%)

(�
	���	���������������	
����)�������

            Insurance Companies                                     HMOs

Metro Cook County (600–605) 3,815 (37%) 810 (53%)
Chicago (606) 2,285 (22%) 249 (17%)
Downstate (607–629) 3,327 (32%) 414 (27%)
Outside Illinois 852 (09%) 48 (03%)
Totals 10,279 (100%) 1,521 (100%)

} 37%
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Name Complaints

1999 1999
1999Written

Premium
Complaint

Ratio Ranking

ALLSTATE INSURANCE COMPANY 235 489,018,021 .48 13
AMERICAN AMBASSADOR CASUALTY COMPANY 278 78,009,538 3.56 30
AMERICAN FAMILY MUTUAL INSURANCE COMPANY 93 191,336,677 .48 14
AMERICAN FREEDOM INSURANCE COMPANY 28 7,856,872 3.56 31
AMERICAN HEARTLAND INSURANCE COMPANY 23 11,660,662 1.97 24
AMERICAN INDEMNITY COMPANY 27 6,370,071 4.23 35
AMERICAN SERVICE INSURANCE COMPANY INC 107 38,227,671 2.79 26
AMERICAN STANDARD INSURANCE CO OF WI 13 29,044,499 .44 10
APOLLO CASUALTY COMPANY 85 22,974,215 3.69 32
CONSTITUTIONAL CASUALTY COMPANY 21 12,105,174 1.73 22
COUNTRY MUTUAL INSURANCE COMPANY 44 280,950,492 .15 1
ECONOMY FIRE & CASUALTY COMPANY 21 50,500,306 .41 8
ECONOMY PREFERRED INSURANCE COMPANY 18 77,180,583 .23 4
FARMERS AUTOMOBILE INSURANCE ASSN  THE 11 43,667,144 .25 5
FOUNDERS INSURANCE COMPANY 96 32,785,457 2.92 29
GALLANT INSURANCE COMPANY 158 41,142,302 3.84 33
GEICO GENERAL INSURANCE COMPANY 25 50,954,612 .49 15
GENERAL CASUALTY COMPANY OF ILLINOIS 10 36,630,321 .27 6
GOVERNMENT EMPLOYEES INSURANCE COMPANY 11 24,567,594 .44 11
HARTFORD INSURANCE CO OF THE MIDWEST 44 42,737,020 1.02 20
ILLINOIS FARMERS INSURANCE COMPANY 86 235,644,795 .36 7
INDIANA INSURANCE COMPANY 11 13,901,784 .79 19
INTERSTATE BANKERS CASUALTY COMPANY 34 7,362,829 4.61 37
LIBERTY MUTUAL FIRE INSURANCE COMPANY 12 27,687,334 .43 9
MID CENTURY INSURANCE COMPANY 10 57,563,672 .17 2
NATIONAL HERITAGE INSURANCE COMPANY 32 3,879,966 8.24 39
NATIONWIDE MUTUAL INSURANCE COMPANY 20 40,704,055 .49 16
OAK CASUALTY INSURANCE COMPANY 31 5,131,171 6.04 38
PROGRESSIVE CASUALTY INSURANCE COMPANY 14 6,217,202 2.25 25
ROCKFORD MUTUAL INSURANCE COMPANY 16 11,940,274 1.34 21
SAFECO INSURANCE COMPANY OF ILLINOIS 11 6,252,473 1.75 23
SAFEWAY INSURANCE COMPANY 116 26,819,068 4.32 36
SHELBY INSURANCE COMPANY THE 12 2,997,637 4.00 34
STANDARD MUTUAL INSURANCE COMPANY 14 21,268,713 .65 18
STATE FARM MUTUAL AUTOMOBILE INSURANCE C 283 1,342,085,758 .21 3
UNIQUE INSURANCE COMPANY 13 4,642,861 2.79 27
UNITED SERVICES AUTOMOBILE ASSOCIATION 19 37,299,823 .50 17
UNIVERSAL CASUALTY COMPANY 498 44,073,539 11.29 40
VALOR INSURANCE COMPANY 164 56,768,558 2.88 28
WEST AMERICAN INSURANCE COMPANY 12 25,482,635 .47 12

�������������	� �	������*��&����������(���	�+�����
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Name Complaints

1999 1999
1999Written

Premium
Complaint

Ratio Ranking

ALLSTATE INSURANCE COMPANY 115 163,727,190 .70 5
AMERICAN FAMILY MUTUAL INSURANCE COMPANY 72 67,198,725 1.07 7
COUNTRY MUTUAL INSURANCE COMPANY 27 80,564,910 .33 1
ECONOMY PREFERRED INSURANCE COMPANY 22 40,994,890 .53 4
ILLINOIS FARMERS INSURANCE COMPANY 72 81,249,464 .88 6
NATIONWIDE MUTUAL FIRE INSURANCE COMPANY 15 11,242,618 1.33 8
PRUDENTIAL PROPERTY & CASUALTY INS CO 16 11,746,660 1.36 9
SAFECO INSURANCE COMPANY OF ILLINOIS 12 27,194,306 .44 3
STATE FARM FIRE & CASUALTY COMPANY 137 391,428,200 .35 2

�������������	� �	��
����%��������������
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Name Complaints

Policies 1999
1999In Force

12/31/99
Complaint

Ratio Ranking

ALLSTATE LIFE INSURANCE COMPANY 13 106,565 1.21 7
AMERICAN GENERAL LIFE & ACCIDENT INS CO 28 143,483 1.95 16
ATLANTA LIFE INSURANCE COMPANY 18 92,508 1.94 15
COMBINED INSURANCE COMPANY OF AMERICA 16 41,673 3.83 19
COUNTRY LIFE INSURANCE COMPANY 21 413,526 .50 2
EQUITABLE LIFE ASSURANCE SOCIETY OF U S 19 149,623 1.26 9
FORT DEARBORN LIFE INSURANCE COMPANY 10 41,024 2.43 17
FRANKLIN LIFE INSURANCE COMPANY  THE 12 72,381 1.65 13
GLOBE LIFE & ACCIDENT INSURANCE COMPANY 28 201,346 1.39 11
GUARANTEE RESERVE LIFE INSURANCE COMPANY 21 19,161 10.95 20
JACKSON NATIONAL LIFE INSURANCE COMPANY 12 72,509 1.65 14
JOHN HANCOCK LIFE INSURANCE COMPANY 21 170,450 1.23 8
METROPOLITAN LIFE INSURANCE COMPANY 56 891,079 .62 3
MONUMENTAL LIFE INSURANCE COMPANY 58 360,128 1.61 12
NEW YORK LIFE INSURANCE COMPANY 16 178,528 .89 4
PRIMERICA LIFE INSURANCE COMPANY 11 82,597 1.33 10
PRUDENTIAL INSURANCE COMPANY OF AMERICA 104 997,571 1.04 6
STATE FARM LIFE INSURANCE COMPANY 13 367,649 .35 1
UNITED INSURANCE COMPANY OF AMERICA 28 269,299 1.03 5
WESTERN SOUTHERN LIFE ASSURANCE COMPANY 10 28,290 3.53 18

�������������	� �	�������-0---�&����
�����������
��1�
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%���	�������	��#������2������	���


COMPDENT OF ILLINOIS INC 20 166,850 166,850 1.19 1
FIRST COMMONWEALTH LTD HEALTH SERV CORP 1 4,543 4,543 2.20 2

*Total Adjusted to Delete Medicaid/Medicare Members
**Complaint Ratio Based on “Adjusted” Members

Name Complaints

Total Illinois Non-Medicare
Members

as of
12/31/99

Non-Medicaid/

1999*
Complaint

Ratio12/31/99

Members
1999

Ranking
as of

�������������	� �	�������-0---�&����
�����������
�1�
���


#������2������	���


DELTA DENTAL PLAN OF ILLINOIS 11 919,542 919,542 .11 1
DENTAL CARE OF AMERICA INC 1 932 932 10.72 4
HEALTH CARE SERVICE CORP MUT LEG RES CO 2 156,611 156,611 .12 2
HEALTH CARE SYSTEMS INC 2 36,490 36,490 .54 3

*Total Adjusted to Delete Medicaid/Medicare Members
**Complaint Ratio Based on “Adjusted” Members

Name Complaints

Total Illinois Non-Medicare
Members

as of
12/31/99

Non-Medicaid/

1999*
Complaint

Ratio12/31/99

Members
1999

Ranking
as of
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AMERICAN COMMUNITY MUTUAL INSURANCE CO 64 11,409 56.09 20
AMERICAN FAMILY LIFE ASSR CO OF COLUMBUS 14 208,332 .67 2
AMERICAN FAMILY MUTUAL INSURANCE COMPANY 22 17,643 12.46 12
AMERICAN REPUBLIC INSURANCE COMPANY 12 20,664 5.80 4
BANKERS LIFE & CASUALTY COMPANY 23 26,504 8.67 8
COMBINED INSURANCE COMPANY OF AMERICA 17 259,131 .65 1
CONSECO HEALTH INSURANCE COMPANY 26 9,510 27.33 17
CONSECO SENIOR HEALTH INSURANCE COMPANY 18 16,913 10.64 9
COUNTRY LIFE INSURANCE COMPANY 21 54,759 3.83 3
FORTIS INSURANCE COMPANY 46 18,530 24.82 15
GOLDEN RULE INSURANCE COMPANY 17 6,644 25.58 16
HEALTH CARE SERVICE CORP MUT LEG RES CO 236 307,364 7.67 7
ILLINOIS HEALTHCARE INSURANCE COMPANY 33 8,320 39.66 19
PEKIN LIFE INSURANCE COMPANY 19 15,714 12.09 11
PENN TREATY NETWORK AMERICA INS CO 15 11,184 13.41 13
PHYSICIANS MUTUAL INSURANCE COMPANY 26 43,054 6.03 6
PIONEER LIFE INSURANCE COMPANY 39 17,281 22.56 14
TRUSTMARK INSURANCE COMPANY 14 4,857 28.82 18
UNICARE LIFE & HEALTH INSURANCE COMPANY 23 20,890 11.01 10
UNITED AMERICAN INSURANCE COMPANY 11 18,249 6.02 5
UNITED TEACHER ASSOCIATES INSURANCE CO 22 861 255.51 21

�������������	� �	�������-0---�+������
����.��������������
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Name Complaints

Policies 1999
1999In Force

12/31/99
Complaint

Ratio Ranking
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Name Complaints

Certificates 1999
1999in Force

12/31/99
Complaint

Ratio Ranking

AETNA LIFE INSURANCE COMPANY 44 172,855 2.54 10
ALTA HEALTH & LIFE INSURANCE COMPANY 17 26,957 6.30 20
AMERICAN CHAMBERS LIFE INSURANCE COMPANY 16 2,174 73.59 36
AMERICAN COMMUNITY MUTUAL INSURANCE CO 17 6,259 27.16 32
AMERICAN UNIFIED LIFE & HEALTH INS CO 12 10,000 12.00 28
CELTIC INSURANCE COMPANY 26 4,262 61.00 35
CONNECTICUT GENERAL LIFE INSURANCE CO 63 340,205 1.85 8
CONSECO HEALTH INSURANCE COMPANY 10 37,474 2.66 11
CONSECO MEDICAL INSURANCE COMPANY 52 11,110 46.80 34
CONTINENTAL ASSURANCE COMPANY 12 357,842 .33 2
CONTINENTAL CASUALTY COMPANY 29 318,859 .90 4
COUNTRY LIFE INSURANCE COMPANY 16 22,869 6.99 21
EMPLOYERS HEALTH INSURANCE COMPANY 19 107,168 1.77 6
FORTIS BENEFITS INSURANCE COMPANY 20 143,780 1.39 5
GOLDEN RULE INSURANCE COMPANY 25 9,412 26.56 31
GUARDIAN LIFE INSURANCE COMPANY OF AM 59 111,860 5.27 16
HEALTH ALLIANCE MEDICAL PLANS INC 19 69,172 2.74 12
HEALTH CARE SERVICE CORP MUT LEG RES CO 161 302,464 5.32 17
HUMANA INSURANCE COMPANY 28 9,263 30.22 33
JOHN ALDEN LIFE INSURANCE COMPANY 31 41,642 7.44 23
LIFE INSURANCE COMPANY OF NORTH AMERICA 11 47,910 2.29 9
NEW YORK LIFE INSURANCE COMPANY 10 7,806 12.81 29
PERSONALCARE INSURANCE OF ILLINOIS INC 10 9,066 11.03 27
PRINCIPAL LIFE INSURANCE COMPANY 46 76,127 6.04 19
PROVIDENT AMERICAN LIFE & HEALTH INS CO 18 2,090 86.12 38
PRUDENTIAL INSURANCE COMPANY OF AMERICA 74 256,562 2.88 13
TRUSTMARK INSURANCE COMPANY 91 296,827 3.06 14
UNICARE HEALTH INSURANCE CO OF THE MW 56 54,047 10.36 26
UNICARE LIFE & HEALTH INSURANCE COMPANY 19 35,202 5.39 18
UNITED HEALTHCARE INSURANCE CO OF IL 102 62,079 16.43 30
UNITED HEALTHCARE INSURANCE COMPANY 35 189,769 1.84 7
UNITED OF OMAHA LIFE INSURANCE COMPANY 11 203,723 .53 3
UNITED SECURITY LIFE INSURANCE CO OF IL 20 2,660 75.18 37
UNITED STATES LIFE INSURANCE CO OF NY 11 27,142 4.05 15
UNITED WISCONSIN LIFE INSURANCE COMPANY 27 31,187 8.65 24
UNUM LIFE INSURANCE COMPANY OF AMERICA 10 856,583 .11 1
WASHINGTON NATIONAL INSURANCE COMPANY 23 30,963 7.42 22
WELLMARK COMMUNITY INSURANCE INC 20 19,392 10.31 25
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AETNA U S HEALTHCARE OF ILLINOIS INC 89 128,759 120,423 7.39 15
AMERICAN HEALTH CARE PROVIDERS INC 365 88,199 60,876 59.95 20
BENCHMARK HEALTH INSURANCE COMPANY 1 6,868 6,868 1.45 2
CIGNA HEALTHCARE OF ILLINOIS INC 23 232,885 232,885 .98 1
GROUP HEALTH PLAN INC 59 49,511 36,663 16.09 19
HEALTH ALLIANCE MEDICAL PLANS INC 82 145,717 139,244 5.88 11
HEALTH CARE SERVICE CORP MUT LEG RES CO 314 755,847 755,847 4.15 9
HEALTH PARTNERS OF THE MIDWEST 5 7,966 7,966 6.27 12
HUMANA HEALTH PLAN INC 123 361,206 261,734 4.69 10
HUMANA HEALTHCHICAGO INC 12 35,776 35,776 3.35 6
JOHN DEERE HEALTH PLAN INC 19 27,921 27,468 6.91 14
ONE HEALTH PLAN OF ILLINOIS INC 9 25,290 25,290 3.55 7
OSF HEALTH PLANS INC 20 63,505 62,316 3.20 5
PERSONALCARE INSURANCE OF ILLINOIS INC 24 63,460 63,460 3.78 8
PRUDENTIAL HEALTH CARE PLAN INC 17 17,546 17,546 9.68 17
ROCKFORD HEALTH PLANS INC 38 49,527 49,527 7.67 16
RUSH PRUDENTIAL HMO INC 161 241,195 237,527 6.77 13
UIHMO INC 3 12,152 12,152 2.46 4
UNITED HEALTHCARE OF ILLINOIS INC 148 221,021 121,344 12.19 18
UNITED HEALTHCARE OF THE MIDWEST INC 6 35,186 30,855 1.94 3
UNITY HMO OF ILLINOIS INC 3 174 174 172.41 21

*Total Adjusted to Delete Medicaid/Medicare Members
**Complaint Ratio Based on “Adjusted” Members
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Name Complaints

Total Illinois
MembersMembers

as of
12/31/99

Non-Medicaid/

1999**
Complaint

Ratio12/31/99
as of 1999

Ranking

ACCORD HEALTH PLAN 5,796 5,452
BCI HMO INC 4,364 4,364
CIGNA HEALTHCARE OF ST LOUIS INC 1,453 1,453
COMMUNITY HEALTH PLAN OF SBL INS CO 4,906 4,906
COUNTRY MEDICAL PLANS INC 3,857 3,857
HEALTH ALLIANCE MIDWEST INC 565 565
ILLINOIS MASONIC COMMUNITY HLTH PLN CORP 3,886 3,157
MEDICAL ASSOCIATES HEALTH PLAN INC 3,136 2,521
MERCY HEALTH PLANS OF MISSOURI INC 3,582 3,582
UNION HEALTH SERVICE INC 26,187 24,571

Total Illinois
Members

as of
12/31/99

�������
�%����
�������	��&���	�������2������	���


12/31/99

Members
Non-Medicare

Non-Medicare

Non-Medicaid/

as of
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